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List of statuses

CS Manager status

Order status

Paid Partial Info

Pending
Investigation
Paid Supervisor Review
Open Investigation Refund Pending
Resend Refund Approved

Store Credit Pending
Store Credit
On Hold




RDER DETAIL

o/« S, [ "A Edit Card Message  Special Instructions 3612799 s  Order Condition  Rating of Custon

Paid Partial Info
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Status “paid partial info” means that the item was 24
selected, as well as the delivery date and delivery
postal code. We still need to add an occasion, full

recipient info and card message. If customer C/N W/N DM/N  Status User name Commer
does not complete the order at the first onset, we baid Partial From frontend | Mozilla/5.0 (Window
send him a link. If details are provided, the order v A A Info theolawolf@yahoo.ca  AppleWebKit/537.36 (KHTML, like Ge
et L Safari/537.36 | beanstream(117681€
goes to “Paid”.
A A A Paid theolawolf@yahoo.ca  Pending Delivery Address -> Paid
“Paid” appears after the status “paid partial info”. v Confirmed vancouver3@bloomex.ca
Usually it appears automatically after you or v X x Outgoing 16047150140 Bloomex Order #3612799 has been
customer completes the order. That status SMS
means that order has been placed, all the info Driver: Pavel Local Driver
was entered and saved, and it is to be v A A in transit driverApp Driver information: Service_name_ar
“Confirmed” by production/warehouse. et bz Wi el 202 R
v’ % % Delivered Driver Driver Pavel reported deliven

View Attached Image(s)

v A A Delivered driverApp update from driver app




Paid

Order is ready for production to be confirmed & delivered. Rules:

Date Added C/N W/N  DM/N Status User name Comment

From frontend | Mozilla/5.0 (Macintosh; Intel Mac OS X 10_15_7) AppleWebKiv'537.36

hat-tetle Rl v X X Paid Partial Infe em__ily@hotmall.com (KHTML, like Gecko) Chrome/95.0.4638.54 Safari/537.36 | beanstream( 117681989)
2021-11-02 10:47:01 A Cron sent shipping form request

2021-11-02 11:02:11 A Paid em___ily@hotmail.com Pending Delivery Address -> Paid

2021-11-02 11:04:35 A Paid ruslan.sobashchuk@bloomex.ca Update Delivery Info: {"first_name":"Emily”,"last_name":"Lim"}

2021-11-02 11:06:41 A Pending ruslan.sobashchuk@bloomex.ca please Morning delivery extra TY Emily Lim 4516076004504964 04/22 368/ ph

credit card ““M




Pending

Need to charge client’s card
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Confirmed




Open Iinvestigation

What you can put to Ol:

Ask warehouse delivery details for local address.
Inform florist about changes applied to the order. Once order is “Confirmed” and you want to change something on the order
file, you must inform florist about this changes. Card message, instructions, address for delivery, product
Ask florist what was sent if customer claims missing item.
You can put to “Open Investigation” and ask minor questions such as when order will be sent/re-sent, do they have in stock
requested items and etc.

2021-11-02 11:41:13 X A X Paid mmokgolodi@gmail.com  Pending Delivery Address -> Paid
2021-11-02 11:42:56 v X X Confirmed calgary@bloomex.ca
2021-11-02 11:48:50 L4 L4 | Confirmed anna.strizhak@bloomex.ca  Changed delivery date from 12-11-2021 to 02-11-2021.
2021-11-02 11:49:03 L4 A RS Confirmed anna.strizhak@bloomex.ca  Resend Confirmation Email
date was changed, confirm and put on invest // cust said she chose 2 Nov as the date of the
2021-11-02 12:01:11 A Open Investigation  anna.strizhak@bloomex.ca  delivery, but in the confirmation it turned out to be 12th Nov. I had min 3 orders with such a

glitch, 1 guess it was not cust's fault

warenouse



Investigation
Supervisor review

Driver: Courler - SnapDragon Curnis
- winnipeg2@'bloomex.ca R : :
2021-11-02 09:11 05 v x x tramit : o
2021-11-02 11:30:04 X X X transit WC_:-“ Address correction required - incomplete  ncorrect address provided
purclator says it's incorrect address. cust says she has already got parcels there and
2021-11-02 19:22: X X X Investigation  maksim pogromsky@bloomex.ca if not today, please, refund it is a civic delivery address idk what to do. please




In transit, delivered, packaging

On route

“In transit” means the order is on route with a courier

“Delivered” means the order was left in a safe place or handed to the recipient or someone who accepted it. When you see a delivery update not from
the driver, but from the Cron Bot - this is false information (blame a system glitch)

“Production\Packaging\ln packaging” means the warehouse prepares the order to be sent out with an overnight courier.

Date Added C/N W/N DM/N Status User name Comment
2021-11-02 21:45:39 4 Y A Paid Partial Info tvler.runial |l @gmail.com Webk > LIS (KHTMI ! ko) \ IS 1M SE 14
45:4 ‘ ‘ K Paid tvier.runiaf® | @gmail.com
7-34:32 4 A A Confirmed halifax2@bloomex.ca

3408284 -~ A in transit driver App




“0On hold” means the customer will receive our options again, both by phone and by email.

“Minor substitution \ Order completed with substitution” is used to leave a note that an item was changed.

Statuses “Quote” and “Corporate” are used only by corporate managers. Their contact information is
corporate@bloomex.ca

From frontend | Mozilla/5.0 (Macintosh; Intel Mac OS X 10 15 7)
2021-10-30 13:24:12 v x x Paid Partial Info jenallenl6 la gmail com AppleWebKit'537 36 (KHTML, like Gecko) Chrome™Sd.0.4606.61 Salari'537 .36
beanstream( 1 1768 1989)

2021-10-30 133002 x x x Cron sent shipping form reguest

Dear Jenniler, Thank you for your business with Bloomex. Your order is not
- completed yet. We sent you a link to input shipping information. I you lace any
2021-10-30 14:01:58 A A X Paid Partial Info  elenaselidevskay a@bloomex.ca

problem please feel free 1o contact us. You can visit our Live Chat or simply reply to

this email. Kind regards, Bloomex Team

2021-10-30 1402:29 Pald Partial Infe clenaselidevskaya@bloomex.ca sms vip

2021-10-31 123852 Paid Parvial Infe tanya koretskayai@@bloomex.ca vip, s

2021-11-01 11923 Paid Partial Infeo becky@bloomex.ca vm

Dear Jenniler, thank you for your business with Bloomex. You placed the order with
k us recently but never provided the delivery address. We tried to get in touch with
you, but all the phone calls were unsuccessiul. We have put your order on hold until
turther instructions. Kindly give us a call once you'll be ready to proceed and
provide the order number 03304924 and new up-to-date shipping info. Also, you
could visit our website and choose any other product up to the price paid and we will

2021-11-01 12:26:19 v e X On Held becky@bloomex.ca

send it with the upgrade. Please note, we deliver all over Canada. We look forward

to keeping your valuable business. Best regards, Bloomex Team

2021-11-01 12227:33 A X A On Held becky@bloomex.ca vip sent with correct order number




Resend

When we can use it:

* |If customer claims bad quality or wrong product, we have pictures of what was received and are able to confirm damage/dissimilarity to
the product.

* Order is not received as no one was there to accept it.
* Order was lost or stolen.

* [f customer is not happy with Teleflora order and agrees with resend, you should put to «Paid» and choose nearest production.

, Pureolator Cron Bot - delivery
2021-11-02 14:00:04 x x x Delivered i Shipment delivered
service api

2021-11-02 17:12:55 x x x Delivered apl_Algus Message from vacationstaketlight@gmail.com

Image from customet
2021-11-02 17:12:56 A A A Delivered api_Algus ,

View Attached Image(s)
20211102 17:16:20 x x x Delivered apl_Algus Message from vacationstakeflight@gmail.com

Please, resend the order without sub. | informed the cust that it can take 7 davys
20211102 17:24:33 X v A RESEND asta@bloomex.ca ' : '

thx

mark : Picky customes
2021-11-02 17:24:49 A A A RESI \I)k W'bloomex.ca ‘

3405413 description : extremely picks




Store credit pending
Store credit

If customer agrees with store credit, please put “Store credit pending” and match only “Include this comment”.

After a manager will review this case and store credit will be issued, we can proceed with it. Please just notify
the reason of store credit, for example, late delivery or bad product so we can know how much we can issue.

Managers put the amount of store credit on the status “Store credit”. Then, the discount is issued, instructions
are sent and the order goes to “Updated”.

Store Credit

K ‘ x ernesto@bloomex.ca

pending

‘ ‘ ‘ Store Credit sandy @bloomex.ca

v A A UPDATED sandy @bloomex.ca

I PMW




Refund Pending
Refund Approved

Refund means that order amount should be refunded in full or partially and should be approved
my manager. You can put to «<Refund Pending» with a reason and explanation what needs to be
refunded. Before promising customer refund, make sure that it was actually paid for.

Open , ‘
A v A R emma@bloomex.ca Is do efu
Investigation
Hello, Our team has re ellation request. We will get this resolved as
Open .
v A A P emma@bloomex.ca Quic possible. Ple ' tin ] 1l ack 1
Investigation
We a ate your pat » during this time. Regards, Bloomex
x x x Investigation ent ‘bloom il not send t
A A A Refund Pending @ emma@ bloon full pls |
A A A Refund Approved na@'bloon
e ), th ou wr business with us. Please accept our apologies for
the ncos ience. We have issued a refund of vour order, You can expe
v x x Refunded cathy@bloomex.ca e wnt appear in your bank account in the next 4-7 business days.?
Ira ) Adjusted By: Trans, Id Date Amount Type Transaction Response
i} 211101 1349142070070 731,43 CAD R Approved Regards, Bloomex

When the manager proves the amount of future refund the order goes to “refund approved”, the
actual refund takes place under the status “refunded” and the transaction number is sent by email.




Updated

When customer/recipient via Live Chat/
email claims bad quality of product you
can leave a comment in order history
about it under "Updated" and "Leave this
comment" so we can know for future that
customer or recipient contacted us and it
won't be late complaint.

When customer contacted us via Live
Chat about any issue and you offered our
options, but customer left Chat without
any straight answer how they to proceed.

Bloomex

Canada's Official Florist

When you see that current status is
"Updated" and customer provided via Live
Chat/email non-important comment about
delivery/our company/situation with the
order.

No one checks that status.




